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How Can User-Centered Designh Be Defined?

AT International

Organization for
v Standardization

ISO definition for User-Centered Design:

* The active involvement of users and a clear
understanding of user and task requirements

* An appropriate allocation of function between
users and technology

 The iteration of design solutions
« Multi-disciplinary design

) i
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Usability Is a Part of User-Centered Design

Usability Testing:

The evaluation of existing design with specific criteria.
* |s the design usable?

« Does the design match the way users think and work?

* |s the design effective, efficient, & satisfactory for users?
« Can users complete their tasks?

&M ’4%
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What Is a Usability Test?

« The process of having users experience your site

« Performance-based evaluation of key, critical tasks

« An ongoing process—not a one-shot evaluation

* A key component of the User-Centered Design Methodology
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What Is a Remote Moderated Usability Test?

« Moderator and participant view the same screen from different locations
« Communicate via telephone or through the desktop sharing tool itself

« Method enables access to widely dispersed locations and participants

» Cost effective way to evaluate users in realistic environment
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User-Centered Design Methodology

i o Strategy

+ Assessment

i é\ Research

> E Design

N Valickation

Institutionalization
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User-Centered Design Methodology

Strategy [ )
Navigation
o Y
Assessment ~ ~
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User-Centered Design Methodology
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User-Centered Design Methodology
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User-Centered Design Methodology
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User-Centered Design Methodology

Best Practices Review Scorecard
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User-Centered Design Methodology
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User-Centered Design Methodology
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User-Centered Design Methodology

Task Performance for Common Tasks
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User-Centered Design Methodology

Strategy

Assessment

é\ Research

E Design
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Things You Hear When Usability Is Not Routine

“If we get into trouble...then we’ll do some usability work.”

“We'll worry about the interface after we have the technical
solution worked out.”

“If we do some user testing at the end, that is good enough
for this project.”

“We don’t have time to do any
usability work, we have to start
the technical design.”

= “Usability work increases the
cost of the project.”

= “If we do usability work, we
won’t meet our time deadlines.”
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Hidden Costs of Shortcutting the Process
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Efficiency of Investing in the Full Process

e

User/Task

e Analysis

investment Ul Structure
in Usability
Process Detailed Design

Implementation

Product Revisions
Help Desk
Reduced

hidden costs S, Training
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Business Value: Reduced Development Time
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Business Value: Reduced Training
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Business Value: Reduced Costs
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Business Value: Higher Productivity
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Business Value: Reduced Support
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Better Brand for Agency, Increased Trust from Citizens
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User-Centered Design—Better for Users, Better for Your Agency
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How Usability Supports Your Agency

“It is common for usability efforts to
result in a hundred percent or more
increase in traffic or sales.”

Jakob Nielsen

/863 Projects Reviewed \

Clients paid 10% for usability work.

Usability Return on Investment

By Jakob Mielsen and Shuli Gilutz

NN/g

Nielsen Norman Group

Their ROl was:

e Sales/conversion 100%

e Traffic 150%
Id&B?i WARN SPRINGS BLVD. FREMONT, CA 94539-7767 USA I WA HNGROUP.COM -
S » Performance  161%
\ e Use of functions 202%/
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Return on Investment Benefits

ROI Measurement Criteria

Decrease in # of calls to help desk # or %

Reduction in training # of days / hours reduced

Increase in usage # of people, # of sessions, or % increases

Savings of user’s time # of minutes / hours and / or multiplied by labor rate
Savings of programmer’s time # of minutes / hours and / or multiplied by labor rate
Error reduction # or % or resulting $$ amount if any

Increase in pages viewed # or % increase

Decrease in drop-off # of people or % reduction

Conversion rate # of visitors who buy or % increase

Average order value or net dollar per visitor | % increase in $$

ROI Government Style /@ Human Factors ) Federal Aviation
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ROI Calculator: Example for Reduced Reliance on Help Desks

ROI| Calculator — Reduced Reliance on HE|P Desks Mgl Close
|:# Calls to Call Center Call Volume ] Average Hourly Wages for
Per Year *  Reduction % | ® Length of Call * Call Desk Staff = Annual ROI

|:J!mr'|ual ROI % Expected Project Life:| — Improvement Cost = Total ROI

Example: Reduce suppart call by 25%.

# of Calls to Call Center: 5,000,000 peryear Average Length of Call: 4 minutes (0.07 hours)
Call¥olume Reduction: 29 % Improvement Cost 100,000
Annual Salary: 30,000 Expected Project Life: 3 years

Annual ROl = {5,000,000 x 0.25) x 0.07 x {30,000/1,840%) = 1.426,630
Total ROl = (1,426,630 x 3) - 1,000,000 = 4,179,891
*Wark yvear = 230 work days fvear; 8 hours workday = 1840 hours §year

Calculate Reduced Reliance on Help Desks Compare ROIs Scenario 1 Scenario 2 Scenario 3

# of Calls to Call Center: #0of Calls o Call Center. | ' ' [

Call Yolume Reduction: | % Call Yolume Reduction: .. o . | %, . | 26,

Days PerYear: Days PerYear:

Work Hours Per Day: i Woark Hours Per Day:

Annual Salary: ) | Annual Salarny: _

Average Length of Call '_ mins hl Average Length of Call: ;.mins. b . mins | . mins |

Improvement Cost Improvement Cost - [ . [ |

Expected Project Life: i Year(s) Expected Project Life; [ Year(s) [ ] oAt ] e
Calculate ] [ Clear l Compare l [ Clear ]

Annual ROl Annual ROl

Total ROI Total ROI
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First Taste of ROl at FAA

ALERTS:

e
-

Aviation Safety

EAA Safety Prograrm,

Safer Skies, Rurway safety,
Security, Safety data,
Preliminary accident data,
FAAviation Mews hagazine.

Graphic TFRs
Security Tips for Air Travelers
Foreign Pilots: .3, Certification

P The Federal Aviation Administration

Home

DOT Ask FAA  Search
LATEST NEWS

Site Map Intranet

MEDIA ADYISORY - FAA Helps Bring..
EAMA Selects Five Airports for the Military..

Press releases, Speeches,
Testirnony, and other
Infarmation.

Traveler Briefing

Airport Status, Air travel
service problems, Aitline
on-tirme statistics, Safety tips,
Weather

EAA Makes Traffic Management Planning ...

Requlatory/Advisory

Regulation and Rulemaking,

Advisary Circulars,
Airworthiness Directives, and

Certification

Infarmation and contacts for
certification of people, aircraft,
airports

Information on NOTAMs,
Facilities, Modernization,
Spectrurn Managernent

mare.

Space Transportation

Licensing, Regulatory activity,
Launch information, repotts,
and maore about FAA's
invalvernent in LS. space flight
activity.

Become: A pilot - Air Traffic Controller - Security Screener - mare
Get: A copy of my pilat cerificate - FAA publications - more
Find: EAML forms - FAS offices - FAA jobs - more

Report: A safety violation - An air travel service problerm - more
Do Business with the FAR

Technical Prablems with this page?

Accessibility Privacy Palicy

For further information, please contact:
Federal Aviation Administration
800 Independence Avenue, S.WY.
Washington, DC 20591
Roorn 310

Employee Locatar: 202-366-4000

Hearing Impaired TTY (Hours 9:00am-5:30pm); 202-755-7687

Page Last Updated: March 21, 2002
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ROI for Support E-mails

The FAA now saves S1 million per year

FASA gow Home

Federal Aviation
Administration
Search lor Answers T Lo TEE T IR T Login  Help
Search by Category Search by Keyword Sawech Tips
0 | | | search |
[ Category | How' do | replace lost or destroyved license (certificate)?

P

Licenses and Cenficales Hes o | replace my lost or destroved hicenge (cedificale)?

Machanics

Licenses and Certicates i e e e e R e
OB AT You can hnd infcemation 10 feplace your kel of dealioyed hienda on our vwabaile

Licenses and Cerficalas
Las! Updated heatify WM by Email if this Answer is Updated
DAZ2H006 0516 PN | by |

Pri ; Users wha viewed this answar hove also viewed
_l] ind e | + How can | replace my papsr license (cafificate] with the new plastc credil card shyle license (certficata]?
=l Email Answer « | bast my ongersal logbaok. Wihal do | need 15 do o verfy my Sight expenence’?
« How do | report messing o incomect information on my girman's license (cetiicata)?
Back to Search Results #—
B, 205491

| &80 Indapand - |

Fadaral Aviaben Ad

Human Factors i Federal Aviation

ROI Government Style @
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FAA.gov in 2002 — We Needed Help

s ALERTS:

Aviation Safety

EAL Safety Prograrm,

Safer Skies, Rurway safety,
Security, Safety data,
Preliminary accident data,
FAAviation Mews hWagazine.

Requlatory/Advisory
Regulation and Rulemaking,

Advisary Circulars,
Airworthiness Directives, and

Home

Graphic TFRs
Security Tips for Air Travelers
Foreign Pilots: .3, Certification

The Federal Aviation Administration

Site Map DOT AskFAA Search Intranet

LATEST NEWS
FAA hakes Traffic Managernent Planning ...

MEDIA ADYISORY - FAMA Helps Bring...

EAS Selects Five Airports for the Military..

Traveler Briefing

Airport Status, Air travel

serice problerns, Ailine
on-tirme statistics, Safety tips,

Wyeather

Infarmation and contacts far
certification of people, aircraft,
airports

Newsroom

Press releases, Speeches,
Testirmony, and other
Information.

Information on MOTARMS,
Facilities, Modernization,

Spectrurn Managerment

How well do we know
our customers?

mare.

Space Transportation [Howdol.. | ¢

Licensing, Regulatory activity, Become: A pilot - Air Traffic Controller - Security Screener - rmore
Launch inforrmation, reports, Get: A copy of my pilot cerificate - FAA publications - more
and mare about FAA's Find: EAS forms - FAA offices - FAA jobs - more

invalvement in LS. space flight Report: A safety violation - An air travel service problern - more
activity Do: Business with the FAS

How satisfied are they
with our website?

« (Can they find what they

General Info;

Technical Prablems with this page? Accessibility Privacy Policy | k- f ?
For further information, please contact: a re O O I n g O r M
Federal Aviation Administration
800 Independence Avenue, S.WV. ®
Washington, DC 20591 e re Can We
Roorm 810

Employee Locator: 202-366-4000
Hearing Impaired TTY (Hours 9:00am-5:30pm): 202-755-7687

improve?

Page Last Updated: March 21, 2002

“FiRsTGov
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ForeSee Results American Customer N
Satisfaction Index (ACSI) Online Survey FORESEE"

RESULTS

FAA’s #1 ROI Metric
« Measures 200+ federal government sites
« OMB Approved

* |dentifies improvement areas that drive
Increased satisfaction and loyalty

 FAA.gov receives over 1500 responses a month

a1
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ForeSee Results Priority Map

H FAA Public Site
FORESEE" Priority Map
ResuTs November 01, 2008 - November 30, 2008
STATUS QUO REQUIRED MAINTAIN OR IMPROVE
High
%ite Parfarmance
O =<
. Cantent
80,03 :
1T}
(14
8 T . Y Look and Feel  : |
b7 7507 76,15
Search
Mavigation 7.2
72,12
Low
Low MONITOR TOP PRIORITY High
Key:

Fosition of each bubble Indicates ts score and impact
Size of each hubble also indicates the relative size of impact

ROI Government Style
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FAA.gov Customers

FAA Audiences (latest 3 month average — Dec.-Feb.)

Various with 2% or less 27 % ) Pilot 35%

7

Various with 2% or Less

Airline oper. / empl., 2%
Inspector, 2%
Air Traffic Controller, 2%
Designee, 2%

Other Aviation prof., 2% »

Researcher, 29 Passenger/Traveler 3%

Military personnel, 2%

Foreign aviation prof., 2%

Manuf. / supplier, 1%
Airport staff person, 1% 0
B or rsdisisish 79 Contractor/Consultant 3%
Attorney / legal prof., 1%
Analyst 198 FAA Employee 3% ——
Dispatcher, 0%
Media professional, 0% . P
Glisprfissional,ite Instructor/Trainer 4%
—

Person w/complaint, 0%

Non-FAA Empl., 0% Job Seeker 6%

P Student 6%

/ |___
Other 6%

Engineer 6% Mechanic

ROI Government Style Vi \ Federal Aviation
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Customer Comments (2006)

mn looking for FAA orders,\

and there’s no organization...
they are scattered all
over....Where is 6000.15D?.”

Satisfaction score: 4

“Please change how you S
present and prioritize Search

results.”

“Fix Search...it's
useless.”

Satisfaction score: 45

Satisfaction score: 49

@MLMII”‘,
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FAA.gov Overall Satisfaction Score

2006

- FAA =66

« Federal Government Average = 71
 Based on 100 point scale

ROI Government Style
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FAA.gov
First Usability Study, 2006
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FAA.gov — First Usability Study, 2006
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2006 Usability Study With HFI

We learned a few things!

Three key areas to improve
1. Search

2. Navigation

3. Top Tasks

@MLM"’J;
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Case Study 1

Search
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Improving Search on FAA.gov

« Search is the #1 user activity on FAA.gov
+ 500,000 searches a month

 Improving Search will have a big impact

RN AV
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Successful Search

« Success = users found what they sought on
page one of search results

« We call this metric “first page relevancy”

* First page relevancy increases task
completion and saves time

RN AV
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FAA Search — 2007

Top Search Term: “DER” (Designated Engineering Representative)

LE LTI 20 1 AUVESL, IVIBLANUTYY LEINY KITEIe0Wibdd guy (20L8) D80 -2200 JUne SUUD Fdye

2.2
www _faa goviaircraft/air_cert/design_approvals/csta/publications/media. ..

[ Similar results |

FAA Consultant DER Directory [PDF]
. FAA Consultant DER Directory Page 1 ... Part 36 Full Auth Mone /Rec Auth: A1, B1.
AZ B2, A3, B3, A4, B4, Ab, BS Limitation: Special Function Management DER .

www _faa govianonoomce orgfield offices/fsdoflit/local_more/medialF ...
[ Similar results |

Designee Training & Seminars
. Seminars. AME Seminar Schedule; Designee Seminar Schedules and Registration

System; DER Seminars: DER Seminar Planning Schedule for . | 28k
www _faa.goweducation_research/training/air_training_program/designee__..

-Average time spent looking at Search Results page = 2 minutes
-Almost half of the searches were unsuccessful
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Search - 2009

Federal Aviation
Administration

Fad Harne About Fiad Jobz Mews

Library

Dilads Tranalavs Markamics

A1l isibmps

a0 ][ Search]

Airplane Flying Handbook (FAA-H-8083-34)

FAA-H-8023-254, Pilot's Handbook of Asronautical Knowledge
Forrn 8050-1, Aircraft Registration Application

Forrm 8050-2, Aircraft Bill of Sale

Instrument Flying Handbook (FAA-H-8083-15)

!pilottraining |[Search] k

Aircraft Airports & Air Traffic Data & Research Training & Testing LiceRs|

Search Results
Updated: 1101 am ET hdarch 13, 2009

_/

Results 1- 10 of about 21100 for pilot training . Search took 0.57 seconds.
wi—— @te(l Guestions & Answers \
T'L_'""ﬂ i h ot What are the training reguirerments
hitp:ifwaneey faa. govitraining_testingftrainings e S e aean
Pilot Training i
superisors?
hitp:ifwanei faa govipilotsirainings
Mechanic Tl'ﬂi“i“([ What are the differences in the
hittp: i Faa.govime chanic sitraining) es of pilot licenses
{cedificatasi?
Pilot Training
ilot?
. Pilot Licenses & Records; Pilot Regulations; Pilot Safety; Testing, Training . FA& Home = Pilots = Training . .. Pilot How do | became & pilof"
Training . Updated: 3:23 pm ET March 11, 2009, | 22k How do | get g commercial pilot
weate faa. gowipilotstraining! license (cerificate)?
Fas Qrder 8110 414 - Flight Test Pilot Training , Responsihilities ... What are the testing requirements
. Print; Email. FAA Grder 8110.414 - Flight Test Pilot Traming , Responsibilities, and Procedures. Document Information. for a private pilot license
Updated: 2:24 pm ET January 14, 20049, .| 20k [cedificaten?
wenniy faa.gows.Sorders_noticesfindex.cfm?fuseaction=c.dspDocumentinfor. .. View all 167 Answers in RightHow
Pilot Training j
... Print; Email. Pilot Training . ... FAROS Pilot Training ; FAROS Procedures; FAROS MNOTAMATIS, Other Training Materials,
Training Quiz — TestYour FAROS Knowledge., ... | 18k
wenay faa o Sheadguaners_officesi/atofservice_unitsfoperationsitdip. .

b “"““""“"’“H"Mh--wsw M‘“M#“W‘\* sl '“}" ’J\ _...u.‘ "
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Did Search Improve?
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Successful Searches

70.0%

60.0%

50.0%

26%

Increase

63.0%

40.0%

30.0%

20.0%
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Time Spent on Search Results Page

) — _'5;:',: \‘
Ije_c rease

2 minutes

2 42 Seconds
1.5 — ] dﬂ mﬁﬁ-, ﬂ @@@-

1

0.5

0

2008
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Monthly Savings to FAA Employees™

600

500 hours

500

Savings

400 — —

300 hours

300

200

100 ——

* Based on $80,000 a year salary
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Case Study 2

Navigation
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Improving Navigation on FAA.gov

A Federal Aviation

(,:I Administration

v

P

Machanics ore
] [ Search] A-Z Index

Aircraft Airports & Air Traffic [Data & Statistics Education & Research Licenses & Certificates Regulations & Policies Safety

« Usability testing and website analytics
showed us that our top navigation bar was
causing confusion

PR AV
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Researchers were struggling to find
accident data...

About Fas

FAA Home

1 -4 vilots
@ a8 Federal Aviation Pilots

ravelars Wechanics Mlore
M Administration
o [ ] [ Search] A-Z Index

Education & Research Licenses & Certificates Regulations & Policies Safety

Aircraft Airports & Air Traffic

But wait...I'm
a researcher.
Should | start
here?

Hmmm.
Should | look
under “data”?

ROI Government Style Human Factors
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Pilots were struggling to find test guides as
they prepare to get their instrument rating...

FAA Home About Fas Jobs Hews Library

1"‘:-..‘ Federal Aviation Pilats Travelers Mechanics More

\ M Administration
> | ] [ Search] A-Z Index

Aircraft Airports & Air Traffic [Data & Statistics Education & Research Licenses & Certificates Regulations & Policies Safety

Or maybe it’s here
since it relates to
my pilot certificate?

Gee...does “testing”
fall under Education?
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Proposal/Business Case to FAA Stakeholders

 Change “Education & Research”
to “Training & Testing”

« Change “Data & Statistics”
to “Data & Research”

Current tabs:

[
“ Aircraft Airports & Air Traffic [Drata & Statistics Education & Research Licenses & Certificates Reuul?

Proposed tabs:

W W

r
" Aircraft Airports & Air Traffic Data & Research Training & Testing Licenses & Certificates Regul’

RN AV
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Case Study 3

Top Tasks
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Improving Top Tasks on FAA.gov

« 20% of all tasks on FAA.gov involve looking for
regulations & policies

* 33% of the most common FAA.gov searches
have to do with regulations & policies
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One pilot’s path to find thunderstorm guidance

Federal Aviation
Administration

5 Airports & Data & Education &
Alrcratt I Air Traffic [ Statistics I Research

Search:

Library

Travelers  Mechanics  More

aircraft Airports & Data & Education & Licenses & Regulations &
Air Traffic Statistics Research Certificates Policies

I safety

Search [Go] [uick Find: [

Regulations & Policies Federal Aviation RGL Home
i 4

[/

Avionics Comp|
November 3 - Agl pjryarthiness Dj
Communicationg
detects and aler| A4 Reguls
» Press Releasd

Advisory Circulars

Advisories & Guidance
Advisory Circulars (ACs)

Best viewed with IE 5.0

Search: i "
Advisory Circulars

Thic database is a searchable repository of all aviation safety Advisory Circulars (ACs). You
can look at the most current AC's by their AC Mumber, or Regulatory Part Humber (FAR,

thunderstorm

Handbaaks

Hotices ko Air
m (HOTAMS) Motices 10 Aitmen (NOTAMs) E Federal Aviation RGL Home
Become i o,4ers & notices i [ B Huamber Auministrasion
- ‘AA Regulations B by Date
Policy & Guidance Federal Aviation Regulztions (FN [l 5yrar car sraR
- Alr Carriers & Operators o
Reauthorization - Pilots. Flight & Ground Instruct B ol AGs ELLL Search Results 2
- Commercial Space Transportat thunderstarm Federal Aviation
Rulemakmg 4% [ cancelistion History * = Previ - shinderden RGL Home
rak N Search Help Top "Previous Nea ) Administration
S . _\_*%&“ Aitcrat Certification
Homepage
% 1-23 of 23 results for 'thun|
EaA Section 508 Helpdesk Advisory Circular
Help AC 00-248 Thunderstorms
il ~ Advisory Circular Information
B AC DO-ETPIa Windshear Guide
g el e B AC 0054 Aviation Weather For Pil AC Number: Date:
E“‘A 0 AC00.308 Atmospheric Tubulenc. AC 00-24B 01/20]
CencellationHistory ] AC 121.195-1A Operational Landin o
Aitoreft Centification Category Aitplanes Change Deseription: -
Homepage B AC20-538 Protection of Alrcrafl F ; e Ad SO
Relsted Links. Caused by Lightnin Subject: \"{| ry
FAA Sertion 502 Holptesy, ) ACE1-89E Pilot Certficates: Aire Thunderstorms US Deportment =
Help B ACB1-107A Operations of Aircraft " i !  Aviation Ircu ar
e Related Regulation(s): Sectiol Federal
Mach Numbers an} Greatgidino] iy o i Adminisrration
Wl e B g 1 AP
Cancels:
AC 00-24A
6 Subject:  THUNDERSTCRMS Daie: 1/20/83  ACNe: 00-21B
Advisory Cireular in PDF Format: ’ Initated by: AFO-260  Change:

5 aczibpdt 1. PURROSE. This advisory circular describes the hazards of thunderstorms to
avistion and offers guidance to help prevent accidents caused by thunderstorms.

R Y = | 2. CANCELIATION. Advisory Circular 00-24A, dated June 23, 1978, is canceled.

READING MATERTAL. Advisory Circulars 00-6A, Aviation Weather,
00-455. Avin-.xm Weather Services, 00-50A, Low Level Wind Shear.

4. We all know vhat a thunderstorm looks like. nmh.sbeenvzitten
about. E‘E mdunhs and life cycles of thunderstomms. They have been stulied for
many years; wvhile mich has been learned, the studies continue because much is
not known. Knowledge and weather radar have modi ﬂedo\xaztit\des w.lazd
tinderstome, but ons rule continuss to be true —any stom recognisable
thm-lers should be considered hazardous until measurements have shown it to be

el T S Sate forpu edgpupaicely. e oy Cydgggeony opl, Sl gees
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Our customers were sharing their
frustrations...
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“The locations of documents such as
8110.3 are very difficult to find. Please
just provide a single site, with all FAA
documents. This would be a very big
help.”

Satisfaction score from this person: 38

& Jr
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Click-Map Data

recle_ra_l A‘\'lc?.ltloﬂ Pilots B Travelers IMechanics Sl More |
Administration

B Clicks: 92 x

I |(19/56)

Search: | [Quick Find:

W Clicks: 172 b

Cpmmm | (14/56) [liCES

Mclicks: 613 b
: y y -
Clicks: 340 *pnd notices, make a selection from the categories below. If the order or notic] é_I(BISE)

NETETAN listed, search the Department of Transportation's (DOT) Publications Libra/®
B Clicks: 274 X

E_ [(10/56) ficks: 306
7 |(z/58) [Contral
) 8= ement Handbook
Mclicks: 632 Procedures for Completion and Use of the Authorized Release Cedificate. FAA Form
2 f2/56) _twarthiness Approval Tag :
W clicks: 408 |10 410 0ks 830010, 8400.10. and 8700.1, have been if Order
M | (5/56) |ht Standards Information Management System (FSIVIN
= Airworthiness Inspector's Handbook (includes MNotices)
Clicks: 90 ¥]sportation Operations Inspector's Handbook (includes Notices)
| (20/56) Awiation Operations Inspector's Handbook (includes Motices)

Orders & Notices

RANK

RAMK [ RANK

| (16/56) MClicks: 1,083 %
Airmen £ — (1/56)

Writing Standards r_PiJFj: .

Updated: 3:41 pm ET November 13, 2008

i n Readers & Viewers
;é Federal Aviation Administration Privacy Policy = | i) @) [ =
| 800 Independence Avenue, SW FOIA hS =
' Washington, DC 20591
1-866-TELL-FAA (1-866-835-5322)
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Web Manager University — April 28, 2009 International Administration




Federal Aviation Pilots|  [fravelers|  [Mechanics] [ore]
Administration ‘
I Search
Aircraft Airports & Air Traffic Data & Statistics Education & Research Licenses & Certificates Regulations & Policies Safety

M clicks: 2,033
Zz
E

Regulations & Policies Topics  Qrders & Notices t=h Print T
Updated: 2:24 pm ET January 14, 2009

Search by Title or Number

| -

F&A Regulations
Bclicks: 3,735
Handh @l | === |' iments.
- e (2/72)
[coty
lotices to Airmen TAMS |-—||
Orders & Notices s View All

= = ]
m (AP}

q. & Construction

B clicks:
Iy
Top Requests £ i |
onr t Records Organization. Transfer. and Destruction Standard
Examiners and I @ clicks: 487 B
Linance ! Clicks: 370 B lity Assurance (JO 7210.56C)
= Y g — o s b §I CIicks:ls:rs &=
Clicks: 961 T T
%-t“ 15/72 = 20/72
— 5/72) | W Clicks: 3[37’! . ninistratioh o T IU.}U}’J )
z
- E l[suz) .
Research and Developmelty Have a Question or Comment?
Writing Standards Contact th
Create a Checklist (MS Excel) =

) . B Clicks: 647
To export data for all types, regions, or offices, leave the corresponding field blan g

l[:lsfn)

Type:lCurrent Orders | Region:| x| Fiewa Drnce:l_;, Gu
FeEsL. 1.5, Department of Transportation Web Policies & Notices 3 shke Readers & Viewers
g" %\ Faderal Aviation Administration Privacy Policy o @ |
| | 800 Independence Avenue, SW 0IG Hotline =
L) f‘ Washington, DC 20591 Forms USA.gov
Ftume ™ 1-BE6-TELL-FAA (1-866-835-53222) Recovery.gov
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FAA.gov Today

Federal Aviation Pilots

Administration ( ] [ semh}

Licenses & Certificates

About FAA

Jobs News  Library

Travelers Mechanics  All Visitors

Aircraft Airports & Air Traffic Data & Research Training & Testing Regulations & Policies Safety

B3 Airport Status and Delays

B Jobs atFas

Accident and Incident Data

EJ Become an air fraffic controller
B FsDos

B Forms

Regulations & Guidelines

Federal Aviation Regulations (FAR)
Advisory Circulars (ACS)

m E E 2 |E |E E » All News & Updates

NextGen Flight Tracked in New Video ; ) )
April 17 - A new FAA video explains how the Mext Generation Air Transportation System will transfarm the Airworthiness Directives (ADs)
LS. national airspace systern from radar-based air traffic control to satellite-based air traffic managerment. Recent Rulemaking Documents
More » Orders & Notices ©)

« Two million visits
a month

« Over 300 content
contributors

Next Generation Air Transportation System
JFK Flight Reductions

NY/MJPHL Airspace Redesian
2009-2025 Aviation Forecasts

Upcoming Conferences

Recovery Act and FAA

Headquarters Offices
[Airpors =[G ]

Field & Regional Offices

[aircrar: Cenification Offices (AC0)

Gettraining
Getamedical certificate
Search airmen cerificates
Find a handbook
Look-up graphic TFRs

More »

> Mechanics
- > Travelers
ﬂ FAA Rubile Subsciibe Frequently Asked Questions > Designees & Delegations
G RSS Feeds Siateoic FRdRLElan > Educators & Students
All Visitors »

... U.S. Department of Transportation | Web Policies & Notices | Frequently Asked Questions

Readers & Viewers
# % Federal Aviation Administration Privacy Policy Contact FAA e e &
[ % 800 Independence Avenue, SW FOIA OIG Hotline =
,f"' washington, DC 20591 Forms USA.gov
12 1-866-TELL-FAA (1-866-835-5322) | Site Map Recovery.gov
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Did our improvements pay off?

ROI Government Style ’@ Human Factors ;'@ G %%_ Federal Aviation

Web Manager University — April 28, 2009

International \_| J-/ Administration
7, Yy



FAA.gov Task Completion Rate

100% @@i ;/@
Increase
. 80.0%

60.0%

60.0%

Completion Rate

40.0%

20.0%

0.0%

2006 2008
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Customer Satisfaction Index (ACSI) Stats

FY 06 FY 07 FY 08
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Customer Satisfaction Index (ACSI) Stats

72

71 ——g]

FY 06 FY 07 FY 08
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Customer Satisfaction Index (ACSI) Stats

71

FY 07 FY 08
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Customer Satisfaction Index (ACSI) Stats

71

FY 06 FY 07 FY 08
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Recent Customer Comments (2009)

“Amazing that this is a
government site! Very
nice.”

KT his site keeps )

getting better and
better!”

Satisfaction score: 100
Satisfaction score: 97

%KT "

he new layout is \
outstanding in its ease of use
and it helps you find the

iInformation you seek
efficiently and effectively.”
Satisfaction score: 8y

Cahl ALy
&

O Rl  ((£):) Federal Aviation
Web Manager University — April 28, 2009 REEEnATIANs \.l/;/ Administration
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Improvements continue to pay off
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ROI Pays off at FAA

The FAA Web Council:

« Agrees that usability must be considered in all new web
applications and high-traffic sites

 Is helping to identify top-visited sites and online transactions
« Supports expanding in-house resources for usability testing

FAA CIOs are helping too:

« Supports a policy that requires user-centered design (UCD) in all
application development

« Considering usability testing as a part of their software
development life cycle process.

@MLM"’J;
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First we must educate people...

. /74160 WP AND FiND OVT
{7 whAT “THRY Neeb ANbTHE
ResT oF You START codiNG |
e \

HFI's Certification Track
Become certified by the world's

leading user-centered design firm

and join hundreds in the growing

CUA community of credible

usability praciiioners.

& Jr
ROI Government Style Human Factors e \2\ Federal Aviation

Web Manager University — April 28, 2009 International > =) Administration
{""JSTR"S\



Three New Projects at FAA
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HR Website User-Centere

MYFAA

Employee Site

Human Resource
Management (AHR)

» Starting From Yes!

» About Us

¥

Accountability Board

¥

Benefils

El

electronic Official Personnel
Folder (eOPF)

2

Employee Relations

E]

Employee Surveys

¥

Employee Exiting Information

¥

Guidance on Emergency
Situations

E]

HR Newsletter

¥

HR Radio

E]

HR Reporting System

¥

Human Capital Planning &
Measurement

¥

Jobs and Recruitment
Information

¥

Labor Relations

¥

Learning & Development

E]

Leave, Work Schedules &
Teleworking

» Pay

E]

Performance Management

¥

Policy and Guidance

¥

SupenisorManager Senvices

E]

Workers' Compensation
(OWCP) Program

Federal Aviation

Administration

MyFAA Home Employee Services

LL 1 remember she told me: 'l don't know how long | can live like this. |
don't know if I'm going to see my son graduate.' 77
Read More »

Laurey Trailer, aviation safety inspector, Miami, Fla.

Tools & Resources FAA Organizations

MyFA4 Home » FAA Organizations » Staff Offices »
Human Resource Management
(AHR)

Updated: 1:21 pm ET March 24, 2008

3 Printer Friendly = Email Page

£ Add to My Links

Starting From Yes

About Us

Accountability Board

Benefits

Emplovee Relations

electronic Official Personnenl Folder (e OPF)
Employee Surveys

Employee Esxiting Information

Guidance on Emergency Information

HR Radio

HR Reporting Systerm

Human Capital Planning & Measurement
Jobs and Recruitment Information
Executive Resources

Labor Relations

Learning & Development
Leave, Work Schedules & Teleworking

Pay

Performance Management
Policy and Guidance
SupenisonManager Services

EDEEER

DOT Intranet

Human Factors
International

Design Project

ContactUs | Help | FAAgov

S | [Lsearen |
Welcome, Guest (Sign In)
My Tools

Find an FAA Employee @
Lozt Kamie;

First Hame

My Links

To edityour links, sian in.

Web Standards
FogBugz

AQC KSN

Manage Directives
Update My FAA Profile
Photographic Database
SFY Help Desk
Comcast Webmail
Letters

Wiki

» DOT Web Work Group

Collaborate

» MNexGen eCenter (with Webmail
& Sametime Meetings)

» KSN— Overview

» KSN Master Directory — Sign In

Find it @FAA.gov

» About FAA

» Aircraft

» Airports & Air Traffic

» Data & Research

» Training & Testing

» Licenses & Certificates
» Regulations & Policies
» Safety

» Forms

Federal Avia_tion

Administration



Employees.FAA.gov Website

MYFAA

Employee Site

) MyFAA Home

» Acronyms & Abbreviations
» FAA Directory

» News & Media

» Plans & Reports

(€ 've been riding in for 18 years, and in the last two years, I've

.

seen twice the number of bikes than there used to be. 33 -

Read More »

-Tom Glista, Aviation Safe

Employee Services

Focus FAA

Tools & Resources

Your Two Cents

| RSS Feed - What is this?

Highlights

» Privacy Breach -
February 2009

» Core Compensation
Briefings

» 2009 — 2013 Flight Plan
(PDF)

» History of FAA

Em) Services

» Benefits

» Employee & Job
Assistance

» New Employee
Information

» Pay. Performance &
Work Schedules

of different

More »

News & Media
» Focus FAA
» FAA Today
Archive
» Daily Media Stories
» ATO News
» Subscribe to MyFAA
Pages

Tools & Resources

» Aviation & Space
Education Qutreach
Program

» Branding & Writing

» Budget. Accounting &
Einance

» Environment & Energy

» Retirement

» Region & Center
Services

» Safety, Health &
Security

» Washington. D C.
Services

» Forms & Publications

Inspector

FAA Organizations

Top Requests

» CASTLE

Cru-X (LDR)

Applications

eLMS

Employee Express
GovTrip

» Jobs

New FAA ID Card
Thrift Savings Plan
TSP

Voluntary Leave
Transfer Program

» Information Technology
» Orders & Nolices

» Procurement & Logistics
» Training & Leaming

» Travel

» Web Standards

Contact Us | Help | FAAgov

‘Welcome, Guest (Sign In)
My Toels

Find an FAA Employee [Ex]
Last Name.

First Name.

My Links
To edit your links, sign in_

» Employee Express
» Thrift Savings Plan (TSP)
» Update My FAA Profile

Collaborate

» NexGen eCenter (with Webmail
& Sametime Meetings)

» KSN — Overview

» KSN Master Directory — Sign In

Find it @FAA.gov

» About FAA

» Alrcraft

Airports & Air Traffic
Data & Research
Training & Testing
Licenses & Certificates
Regulations & Policies
Safety

Forms

« 2.8 million visits
each month

« Serves 48,000

FAA employees
aily

Network Si
\ Federal Aviation
Administration
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High-Level Results from FAA HR Intranet User Testing

» Inefficiency of site navigation caused majority of test participants to fail.”

100.0%

80.0%

67.0%

60.0%

40.0%

20.0% ‘

0.0%

Success Failure
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Key Task: Add Spouse to Health Insurance

eInsurance information was difficult to
locate.

-Content was rated as unclear by users.

*Nearly all said they would call HR, or else

look further on the page if they had any
questions.

o

hyFAS Home » FAA Qrganizations » Staff Offices » Human Resource Management (AHR) »
Benefits » Life Links »

ZFrinter Friendly '« Email Page

Health Insurance
Changing Federal Employees Health
Benetits (FEHB) coverage and adding covered fanuly members

Updated: 3:29 pm ET April 9, 2008

£ Add to by Links

Ifyou have a self only enrollment, you need to complete an SF-2809 (PDF) (10/04% to change to
self and family enroliment and submit the farm with & copy of the hirth cedificate to your senvicing
Human Resource Managerment Division (HRMD). Ifyou already have a self and family enrallment,
you do not need to complete a new farm; in this case, contact your health benefits carrier to let
them know about the new family memhber.

Mare infarmation on FEHEB

Search for Health Plans

Ifyau are adopting a child hut the adoption has not been finalized, you cannat cover the child
under normal procedures, However, ifthe child is in your care, you may he ahle to provide
coverage under foster child provisions. Mare information.

Effective Date: SF-2809 can he submitted up to 31 days prior to the event arwithin 60 days after
the event. Coverage will hecome effective on the first day ofthe pay period that heains after your
HREMD receives your enrallment and that fallows a pay period during any part of which you were in
a pay status. Ifyou are changing from self anly to self and family coverage hecause of the birth or
adoption of a child, the effective date is the first day of the pay period in which the child becomes a

“Why are they asking about a birth certificate? It does not say marriage certificate!”
“If adopting a child, OK. But it’s not very clear about how to add a spouse.”

“Life Links is a catchy heading, but call it ‘Significant Life Events’ instead.”

%
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Original Information Sources for Changing Health Benefits

Contact Us

L 1 could tell the pilot was struggling a little bit to get the plane under
control. He told me he was getting alarms in the cockpit and he was
descending too fast. 7
Read More »

Employee Site

Brian Norton, controller at Ft. Myers TRACON, Florida Welcome, Guest (Sign In)

MyFAA Home Employee Senvices Tools & Resources } FAA Organizations

Human Resource MyF&A Home » FAA Organizations » Staff Offices » Human Resource Management (AHR) » Find an FAA Employee G
Management (AHR) Benefits » Life Links » Last Name
» Starting From Yes! Health Insurance *Bini=r FEnd - g a1 Oy
R of Add to My Li
» AboutUs Changing Federal Employees Health .
B fi ~—}_ - d N d famil A Self Only enrollment provides benefits only for you as the enrollee. You may enroll for Self Only
» Accountability Board S i i y . - .
v encfits (FEHB) coverage and adding covered family even though you have a family, butthey will not be eligible for FEHB coverage (even upon your
» Benefits Updated: 3:25 pm ET April 9, 2008 death or disability).
b Life Links
Self and Family
- Forms If you have 3 self only enroliment, you need to complete an SF-2809 (FOF)

self and family enroliment and submit the form with 3 copy of the birth cert . . T R ‘
Human Resource Management Division (HRMD). IFyou already have a se A Self and Family enroliment provides benefits for you and your eligible family members. All of

- Feedback you do not need to complete a new form: in this case, contact your health  Your eligible family members are autornatically covered, even if you
them know about the new family member Benefits Election Form (SF 2809) or other appropriate request. You
family member and you cannot provide coverage for anyone who is

- Submitting Forms

Family Members

m
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1=
g
=]
o
@
03
=]
@

» Waorklife Program

More information on FEHB . aving Office Besnansibilitie
elecironic Official Personnel Employing Office Responsibilities

Folder (20PF) Search for Health Plans You may enroll for Self and Family coverage before you have any elil  «  capera) Eligibility for Coverage
) . ) ’ new eligible family member (such as a newborn child or a new spo

Employee Relations If you are adopting a child butthe adoption has not been finalized, you can g ¥ i { p

under normal procedures. However, ifthe child is in your care, you may be| COvered by your family enroliment from the date heishe becomes a
Employee Sunveys coverage under foster child provisions. More information family member is added to your existing Self and Family enrollmen
Employee Exiting Information  Efective Date: SF-2809 can be Submitied up to 1 days priorto the eventd 1V SF 2_809 or other apprgpriate request, bUWOL_lr Carrier_may_aSk ’
the event. Coverage will become effective on the first day of the pay peried | NEW family member. You will send the requested information direct]  «  proof of Recognized Natural Child's Dependency
HRMD receives your enraliment and that follows a pay period during any p} you want to add a foster child to your coverage, you must provide eli

=

=

* Defensze of Marriage Act

* Eligible Family Members Autornatically Covered

=

 Requirement

=

=

Guidance on Emergency

X = WWhen Yaur Child's L ia0e d

Situations a pay status. If you are changing from self only to self and family coverage i When Your Child's Marriage Ends

. " X o employing office. ) .
» HR Newsletter adopt\on of a child, the effective date is the first day of the pay period in wh * Adopted Children
family member. » Data & Research )
» HR Radio » Training & Testing = Stepchildren
» Licenses & Certificates * Faster Children
e » Regulations & Policies )
- [=1% e (=

» Human Capital Planning & » Safety Requirements

Measurement » Forms * Howto Get a Foster Child Covered

* Sample Statement

* Effective Date

* When Coverage Ends

* (Grandchildren

* When a Child is Mot Considered a Foster Child
* AChild's Temporary Absences

* Parent-Child Relationship

"  Relative mbers

Who are Mot Family
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Proposed Redesign

“T guess it’s a testament to the smart people who
; work for me.” | Read more »
Employee Site Mark Ward, ATO Operations Support Group Manager

Contact Us | Help | FAA gov

(ESE— 5-:ch

3

My FAA Home Employee Services Tools & Resources FAA Organizations ‘Welcome, Guest (Sign In)

Benefits WvFAL Home = Emplovee Services » Making Changes to Your Healthcare Plan MYTOO]S

I

» Policy & Procedure -
Making Changes to Find an FAA Employee
» Financial Benefits & Savings a X Email n Add o Lists
yrE—— Your Healhcare Plan = Print B Email AddinMyLisis  EEENRVRSE
» Insurance | |
Eligible Family Members for your Health Plan
» Life Changes / Events g Iy ¥ First Name
Employee & Job Assistance You can add family members to your plan including: |
New Empl Inf on [
oW ployee Information = An unmarried dependent child under age 22 :
® . an adopted child TRl
Pay, Performance , & Work « A stepchild Organizational Listing
Schedules = A foster Child
Region & Center Services Adding Family Members to your Healthcare Plan. S s
| I you are enrolled in an individual plan, you need to complete a Health Benefit Election .
Form (SF-2809) to change to self and family enrollment and submit opy of Allows you to create a set of links
the birth cerfificate to your servicing Human Resource Management Division (HRMD). that you freequenly need to access.
Health Benefit Election Form (SF-2809) To edit your links, sign-in.
Fe: i

Collaborate

Adding Additional Family Members to your Healthcare Plan

* NexGen eCenter {with Webmail
If you already have self and family enroliment, you do not need to complete a new form. ¢

Contact your health benefits carrier to let them know about the new family member. & Sametime Meetings)
= KSN — Overview
Coverage Start Dates + KSN Master Directory — sign-in

Coverage will become effective on the first day of the pay period that begins after your
HRMD receives your enroliment and that follows a pay period during any part of which you
were in a pay status

The He enefit Election Form (SF-2809) can be submitted up to 31 days prior to the = About FAA
event or within 60 days after the event. - Aircraft
If you are changing from self only to self and family coverage because of the birth or adop- » Airports & Train Directory
tion of a child, the effective date is the first day of the pay period in which the child becomes - Data & Statistics
a family member. .
+ Education & Research
» Licenses & Cerfificates
= Regulations & Policies
- Safety
- Forms

Find it @FAA.gov
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Usability and ROI:
Powerful Agents of Change
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Usability and ROI:
Powerful Agents of Change  wore successest mp O

More User-Centered Projects mip ()

More Resources mp

Authority mp

Credibility mlp
Momentum mp

Incremental
Successes
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Usability and ROl Resources

Usability Principles and Techniques

— http://www.usa.gov/webcontent/usability/techniqgues.shtml
Research-Based Web Design & Usability Guidelines

— http://usability.gov/pdfs/quidelines.html

How can | show that usability engineering saves money?
— http://usability.gov/basics/usasaves.html

HFI’s ROI Calculators

— http://www.humanfactors.com/downloads/roi.asp
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Questions and Discussion
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